Processor 
102 



Computer 
Usable 
Volatile 
Memory Unit 

104 



Computer 

Usable 
Non-Volatile 
Memory Unit 

106 



Signal 
Input Output 
Device 

108 



110 



Optional 
Display 
Device 

112 



Optional 
Alphanumeric 
Input 

114 



Optional 
Cursor 
Control 

116 



Optional 

Data 
Storage Device 
118 



Fig. 1 





Commitment Session 
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Action Planning 
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Taking Action 
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Fig. 3 
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Participation & Responsibilities 

Sponsor (General Manager): 

Sets the tone for the value and urgency of developing 
organization's ability to deliver superior TCE. 

TCE Manager: 

Provides TCE leadership within the FMT to achieve the 
TCE goals they set for themselves. 

Project Contact: 

Provides on-site coordination for executing the TCE Action 
Planning process. 

TCE Strategists: 

Functional Staff and Key Partners - 
Complete the Organization TCE Assessment and the 
Managers TCE Survey, participate in the Strategy 
Session, provide TCE leadership within the organization 
by modeling customer-focused behaviors and by holding 
TCE goal owners accountable. 

TCE Action Planners: 

Extended Staff and Key Individuals - 

Complete the Organization TCE Assessment and develop 

and implement action plans for achieving the TCE goals. 
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TCEStrategy Session Agenda 




TIME 


TOPIC 




OUTCOMES/DELIVERABLES 




8:30- 


8:50 


>> Review Agenda - Why We're Here 
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8:50- 


9:00 


>> Set Expectations for the Meeting 




Meeting agenda alignment and expectations 








»- Overview of TCE Delivery System 




Introduce TCE action planning framework 


hi 


9:15 


-9:30 






Understand Manager TCE Survey Results 


%j 


9:30- 


10:00 


>■ Listening to your Customers 




Understand Customer Survey Results 


m 


10:00- 
10:20- 


10:20 
10:35 


*> Closing the Understanding Gap 
*> Break 




Identify strategies for closing the Customer 
Understanding Gap 




10:35- 


11:35 


>■ Targeting your TCE Hotspots 




Identify strategies for addressing TCE Hotspots 




11:35- 


12:00 


>■ Building the TCE Delivery System Partnership 




Identify strategies for addressing TCE Partnership Issues 


d 
O 


12:00- 
12:30 


12:30 
-1:00 


** Building a Customer Obsessed Organization 
LunchVProcess Check 




Identify strategies for addressing key CEM 
capability improvements opportunities 
Alignment on process and progress 




1:00 
3:00 
3:30 


-3:00 
-3:30 
-4:30 


>> Setting the TCE Goals 
>- Kicking-Off the Action Planning 
Buzz Session 




Develop the "critical few" TCE Improvement 
Goals, Metrics and Owners 
Understanding of the Action Planning Process 
and Next Steps 

Define expectations of goal owners 




4:30 


-5:00 


>- Wrap-up 




+/- Meeting Review, respond to closing 
questions. 



Fig. 6 
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